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The research focuses on the training and reward as factors on the implementation of reengineering 
in one of the telecommunication industry in Malaysia. The real name of the organisation had been 
disguised. The view and perception of employees of the organisation are presented in the form of data 
gathered through questionnaires. Information concerning particular aspects of training and rewards was 
included. This study will analysed the factor of training and rewards within the organisations during the 
implementation of business process reengineering (BPR) take place in that particular organisation. 
Results from the research were expected to contribute new information in the development criteria and 
things to be concerned of any implementation within training and rewards in Malaysia telecommunication 
sector. 




Present research will discuss the research’s finding of Telcomm regarding to its BPR practices. 
Employees and managers of Telcomm acted as respondents. They were questioned on the factors of 
training and reward in the BPR process. The following section will present the findings on the examined 
factors.  
The telecommunications industry itself has undergone phenomenal change over the last decade, and 
the technology is improving at a tremendous rate with great impact on usage patterns and the way they 
communicate and conduct business (TELEKOM Annual Report, 2010). Successful organisations 
establish good communication systems and processes and this effectively will enable the organisation to 
keep moving, to keep progressing and to adapt to changing circumstances (Hale, 1997).   
 
TRAINING WITHIN THE ORGANISATION 
 
Inevitably there are different skills required at the varying levels of employees. Research done by 
Corrighan (1997) indicates that all levels of employees require training for new individual and team skills. 
The technical issues have to be understood at all levels, but particular technical skills have to be 
developed at the employee level.  
This research will focus on training as one of the necessary conditions for implementation of BPR 
in Telcomm. The research also will look at the criteria chosen by the management for selecting 
employees in attending training in Telekom. In order to evaluate training within the organization, a 
number of different measures, each of which is dealt with respectively as attending formal training, 
criteria for receiving training and the adequacy of training. Although all of these aspects are 





interconnected, results for each one will be presented separately, and this will be followed by comments 
about potential connections between these different aspects of internal communication in the organisation. 
 
ACCESS TO TRAINING 
 
Employees access to training in Telcomm is important to be considered as it has an impact on all 
other results, because in some cases quite low percentages of people perceived themselves to have access 
to training. It is important in looking at their view towards the training adequacy as the employee and 
manager may have different point of views and ideas on this matter.  
Table 1 below summarises the percentage results on whether the employees and managers had 
attended formal training and if there are any criteria selected by management to attend the training and the 
extent to which they agree that training programmes are assessed to ensure that they contribute to 
employees’ effectiveness. These three categories had been grouped and named as ‘training adequacy’. 
This score was based on the employee questionnaire, and from managers’ questionnaire.  
 
Table 1: Employee and Manager Perception toward Training Adequacy 
 Respondents 
 Attended Formal Training Explicit Criteria Attending Training Training Adequacy 
Managers 100% 100% 100% 
Employees 100% 91.7% 52.1% 
 
The results in table above indicate that employees and managers positively perceive towards all 
three selected categories namely ‘training adequacy’. However, results show that employees perceived a 
very low score 52.1% in training adequacy. Employees in Telcomm feel that the training provided to 
them is not adequate. Some of the employees may not be required to attend particular training as provided.  
The criteria selected in attending training as chosen by the management are very substantial as 
employees and managers might perceive them differently. Their views towards this matter will be 
discussed next.  
 
CRITERIA FOR RECEIVING TRAINING 
 
Not everyone in the organisation may be selected to attend the formal training especially related to 
any change programme in the organisation. Employees and managers views towards the criterion chosen 
in attending the training have been identified. To evaluate this response of question 39 from the employee 
questionnaire and question 18 from the manager questionnaire were used respectively. These questioned 
respondents on whether the management had explicit criteria used to select staff to attend the training 
 
Table 2: Criteria Used for Selecting Employees in Attending Training 
Criteria Perceived by the Employees Criteria Perceived by the Managers 
- seniority 
- training related to job skills requirement 
- requirement by department and job related 
- seniority 
- requirement by the company 
- any latest technology implemented in company 
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Based on the table above it clearly shows that managers and employees agree that priority is given 
to the senior employees from all levels in the organisation. Training is given to the related work task of 
the employees and also to those related job skills as required by management.  
The result of this can be calculated to state that all managers and employees will not attend the 
same course they may do when the aims and objectives of potential BPR arrangements are established 
and presented. There is also a possibility that the employees and the manager have to attend the same 
course as required by the management when it comes to related issues in BPR or was there is concern of a 
need to participate by them. The results in table 2 indicate the employees feel satisfied with the criteria 
chosen by the management in attending any formal training in Telekom.   
 
ADEQUACY OF TRAINING 
 
Training was to be provided, new skills and abilities have to be developed in order for the 
employees to adjust and adapt to their new roles and new way of working in the organisation. The 
employees understanding of new rules, processes and procedure of working will surely influence his/her 
working situations. Of course, if new changes are being made it would be futile to continue working the 
‘old way’. Training in new structures and processes is necessary to improve the employee skills and 
knowledge that leads to better organisational operations.    
Overall, in order to see the training effectiveness, the researcher had grouped three statements in 
order to calculate the indexes of training effectiveness based on employee questionnaire. The weighted 
average was calculated to get the composite weighted indexes of training effectiveness in Telekom. Table 
3 below presents the scales of employee perceptions towards the training that leads to employee 
effectiveness. 
 
Table 3: Composite Weighted Index of Training Effectiveness as Perceived by Employees 
Average Scales Clerical Fin/Acct. Supervisor Sales Plan Average Score 
Adequacy  5 3.5 4.61 3.83 4.75 4.34 
Effectiveness  6.55 6.5 6.28 6.17 4.25 5.95 
Support from Management 7 6 6.28 5.42 4.75 5.89 
Composite weighted index for all groups = 1.72 
 
The results indicate that the employees of Telcomm perceived with high average mean scores 
indicating they are very satisfied with Telcomm in providing the training. 
Hence, based on the three important factors being grouped in single scale namely ‘training 
effectiveness’, research indicates the composite weighted index of training effectiveness for Telcomm is 




Training programmes that are available and how the training programme is being decided in 
Telcomm was also been examined. This information was derived from the managers during the interview 
session. The managers state that training programmes available in the company in order to improve the 
employee effectiveness include weekly training classes to certain groups of staff on a related job/task and 
also the computer training towards certain group of employees. The contents of the training conducted in 
Telcomm was decided by the officer concerned in the training department with the advice from the 





training consultant, either internal or from ‘external training consultant’ based on the area of related 
training. Even in Telcomm, there are managers or team specialised in change and quality, at times 
external business consultants may be employed to observe and present a report to clear explicit features, 
which may emerge during the reengineering apparatus.  
 
REWARDS AND INCENTIVES 
 
Present research investigated the fringe benefits received by the employees in Telcomm. This is 
important in order to see whether the employees had received the adequate benefits in Telekom and what 
motivates them towards contributing new ideas especially when there is a new change initiative 
implemented in the organisation. Benefits received by the employees had been identified and presented in 
table 4 below in percentage form. The raw score can be referred at appendix T28. 
 
Table 4: Fringe Benefits Received by the Employees 
Fringe Benefits % perceived received the benefits 
Sick leave 100% 
Pension schemes 25% 
Maternity leaves 56.3% 
Paid holidays 81.3% 
Profit sharing 4.2% 
Free parking 54.2% 
 
 
The results in table 4 above show that 100% of the employees in Telcomm received benefits, on 
‘sick leave’. However, results indicate that employee shows the lowest score on ‘profit sharing’ with a 
score of only 4.2%. This is probably due to Telcomm not applying or having such a scheme to introduce 
in the organisation. Results also indicate slightly lower scores in percentage on benefits i.e. pension 
scheme. This is may be due to Telcomm having various other option retirement schemes to offer to the 
employees before they leave Telekom.   
Research investigated the view of the importance of benefits as perceived by the employees in 
Telcomm. Table 5 below shows the rank-order of benefit importance perceived by the employees based 
on the employee questionnaire. 
 
Table 5: Employee Perception the Importance of Fringe Benefits 
Fringe Benefits Weighted Average Score Rank order of Importance 
Rank order of the Benefits In 
Receipt (see table 4) 
Sick leave 5.63 1 1 
Pension schemes 4.40 2 5 
Maternity leaves 3.5 5 3 
Paid holidays 2.52 6 2 
Profit sharing  4.17 3 6 
Free parking 3.79 4 4 
 
The employees state that, ‘sick leave’ is the most important benefits that should be given to the 
employees, followed with ‘pension scheme’. These results reflect the view in Table 4 where ‘sick leave’ 
is the highest score stated received by the employees. However, surprisingly ‘paid holiday’ rated as least 
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important to the employees even though the employees did receive paid holidays as stated in table 5 with 
a score of 81.3%.  
The results in the table above shows a contradiction and a paradox in the importance of rewards and 
the level and percentage of benefits received by the employees. This result apparently leads to the results 
in ‘BPR affects on their work’ more specifically, ‘interesting work’ and ‘find life easier’ where the results 
show the mean average amongst the organisations.  
Research also investigated how management encouraged the employees in contributing new ideas 
to the organisation and through which particular methods the ideas were rewarded. Table 6 below, 
presents the results on employees’ views towards the methods encouraged by the management during the 
BPR implementation. The methods encouraged and rewards given by the management were examined in 
order to find out which method is most emphasised by the management in Telcomm.  
 
Table 6: Ways of Encouraging Employees to Contribute New Ideas and Methods Rewarded 
Methods Methods Encouraged Methods Rewarded 
Suggestion Schemes 0% 33.3% 
Brainstorming 47.9% 20.8% 
Interdepartmental Meeting 37.5% 12.5% 
Open-door System 0% 25% 
 
The results in the table above show that employees agree that they had been rewarded for their new 
idea contributions through all the listed methods, but with a low score. However, suggestion schemes 
were rated the highest with a score of 33.3% compared to other method such as ideas contributed during 
the interdepartmental meetings (low of 12.5%). 
 
As one managers noted: 
“There are no particular methods used in Telcomm to encourage the employees or the managers to 
contribute their ideas. However, ideas and suggestions are most welcome from them either if they come 
personally to have a discussion with the managers concerned or may be able is voiced out during the 
meeting. However, in order to say which methods were rewarded is not that clearly stated in Telekom but 
they believed such ideas were taken into consideration when it comes to employees appraisal” 
The researcher also examined the particular reward given by the management towards the 
contributions of new ideas by the employees in Telcomm. The staff was encouraged to contribute their 
ideas during the implementation of the BPR programme to make employees participate and feel involved 
in the BPR programme during its implementation. It is important to have ideas which need to be drawn 
out from employees. Hale (1997) stated that such ideas and suggestions would be considered often by the 
senior managers, who would reward good ideas with a token offering, while taking such ideas and 
implementing them for the greater good of the business. Rewards such as recognition, promotion, salary 
increment and bonus had been taken into consideration in this research. Table 7 below presents a 
summary result of different systems encouraged by management to contribute useful ideas where the 
employees had been rewarded based on their innovative ideas contributed to the organisation. 
  





Table 7: System and Rewards Received on Idea Contribution 
System Used Recognition Promotion Salary Increment Bonus 
Suggestion Scheme 28% 0% 0% 0% 
Brainstorming 47.9% 0% 0% 0% 
Inter-departmental Meeting 0% 12.5% 0% 0% 
Open-door System 0% 25% 0% 0% 
 
The results show that any staff contributing innovative ideas through the ‘suggestion scheme’ and 
‘brainstorming’ will receive rewards such as being recognised for their contribution in Telcomm. 
Whereas, the employees indicate that ideas they will get promoted for one those contributed through 
‘interdepartmental meetings’ and ‘the open-door system’. The employees view that rewards such as 
salary increment and bonus are seen as less encouraging by Telcomm management compared to 




This chapter has presented the results from the employees’ and managers’ perspectives on the 
importance of factors in the implementation of BPR in Telcomm. Previous research mentioned that 
training provided to the employees was necessary in the organisations in order to realise the BPR process 
(Oram and Wellin, 1995; Corrigan, 1997; Taylor, 1998). The present research also examined this factor 
and it was found that training had been perceived as important in the organisation. It was also found that 
training must be conducted appropriately by selecting the right person to attend the course. To what 
extent is the importance of incentives interlink to the success of BPR? In their research, Brewter, Sparrow 
et al (2008) and Corrigan (1997) stressed the importance of rewards and incentives (e.g., bonus scheme 
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